
















































































































































































































































































































































































































































































































































































































































































The Jury Is In: Senior Care Connectlons Dehvers -
Quality and Results at Reasonable Cost f |

L

enior Care Connections’ recent Program ‘ Con51denng the cost mvolved in one eviction
Evaluation Survey, designed to measure alone, Senior Care Connections is-a very
the impact the service had on manage- affordable tool for managers of housing for the
ment companies’ operations, has been com- ~ elderly and handicapped.
pleted and tabulated. Senior Care Connections A resident may be neglecting his /her apart—

is pleased to announce that the survey demon-
strated the service delivers both quality and
results at a reasonable cost.

‘ment and refuse services. Questions most
frequently asked by managers are:

e What are the alternatives
Senior Care Connections scored very high in to eviction? '
prevention measures, with 73% of the
respondents reporting that the ser-
vice assisted them in preventing a
situation with a resident from worsen- ‘ .
ing. In addition, 46% reported thatthe - .-"" ° ¢ |f the family ignores the problem, what
service assisted them in preventing a R are the next steps?
situation from leading to an eviction.

-~ . ; % e What is the best way to
' approach the resident to produce
the greatest chance for success?

................'........'.....I........".....‘.................'.....'..'.........

Sérvice Assists Managers In Problem Solvmg

Techniques
he Program Evaluation Survey also mea- money. Not knowing, for instance, what infor-
sured skill increases with 73% of man- mation is important to relate when making a
agers reporting that the service signifi- protective service report, can make the differ-
cantly increased their ability to problem solve ence between a worker being sent out immedi-
with residents. The service increased their ability =~ ately to investigate, or the manager having to
to work with social service agencies, which is wait again for more incidents to report.
now a crucial part of managing subsidized _
housing. Witl"lout the knowledge of how an “Money w ell spent” — Linda Dattilio, M ger
~agency functions, a manager can get lost in ’ " Moseley-Fucci Associates

red tape and bureaucracy, wasting time and - -




) .....-...................l.......'....‘...........'........‘.......‘..."............

18 :Mental Health Issues With Residents Tops LlSt

study of the type of calls Senior Care A manager may be havmg a problem w1th a =
Connections- receives from managers resident who shows some paranmd character— :
- “uncovered some interesting results. istics. This type of call was identified-as a -
_ Assistance with mental health issues accounted mental health issue; ahhough if alcohot was .
" for 31% of the calls. involved, r.he call would have been classx

- During the first seven months of

” LT s _

“I am very pleased — Ifeelsupported

Ethel Moore, Manager ,
Maple Manor Apts., Newport, NH -

~ -

4 Assxstmg the manager in identi-
- fying the true cause of the
problem is a crucial part of
“the consultation process and
determines what plan of
action has the best chance ‘
for success.

1992, service request calls were
classified into several differ-
ent categories. They were
classified according to .
what was identified as the
underlying cause of the
problem. -

Phone Calls: January, 1992 - July,1992

O.‘,.....................O.I.................l.'.l.‘........C........................

“At first, I was reluctant to sign on, but now I'm glad I did.
Senior Care Connections has assisted my managers with some
difficult resident situations. It's reassuring to know I'm in
touch with a professional, offering insight, information and a-
plan of action, all by just picking up the phcme'” '

L - Rita Frost, Vice President '
e JCM Management Company, Inc . N

m my role as a concerned property manager Al e :

(AN .
., . '

u‘".{.i‘ . : T . “"
‘ E-24 -




Managers Seek Ass1stance With 504 Regs.

he survey generated a great deal of
- interest in the 504 regulations
: . and their impact on managers.
The 504 regulations have become a -
~ growing concern of management,. since
" “management is responsible for making -
reasonable accommodatxon to dxsabled

~ -

residents. Assisting rmmagers in L
locating resources the disabled resxdent
is entitled to, is an area in which™
Senior Care Connections is expanding
in order to provide more comprehen— '
sive services.

- ....C‘....Q....O'.........A......................l.Il..0.0...Q.I..."...O......‘..’..‘.... .

Service Scored Well in Quality Assurance Survey

emor Care Connectxons currently provides
telephone consultation to fourteen prop-
erties representing over seven hundred

our members rated the quality of our semce
with an overall 4.5 out of 5. As always weare
looking for ways to improve the service and -

increase our effectiveness and member
satisfaction.

~ -apartment units across New Hampshire.
A recent quality assurance survey found that

Program Evaluation Survey Results

Survey questions August 1992

How much support the service gave you
as a manager/service coordinator.

How much the service increased your
knowledge of social service programs.

How much the service increased
problem solving skills with residents.

How much the service increased your
ability to work with social service agencies.

How much the service helped in
preventing a situation from worsening.

How much the service helped in preventing
a situation from leading to an eviction.

E-25




With an mmal Adrmmstranon on

Aging grant through New Hampshue

Housing Finance Authority, Cratched

Mountain Community Care started

- Semor Care Connections to provide masters
level social service support to managers and

_ service coordinators in subsidized housing for

- the elderly. '

. Crotched Mountain Community Care, Inc. is a

- care-management subsidiary of the Crotched

Mountain Foundation, a nonprofit organization, -
dedicated for over fifty years, to helping those -

. with special needs. The specific role of CMCC

is to provide and promote services that assist -

people, in the face of advancing age or
impaired health, to retain a measure of inde- -

* pendence and self-determination; and to con-
tinue to be a part of their chosen communities.

603-431-3042. . . e

Sl 30 Maplewood Ave., Smte Zlf
- Portsmouth, NH 03801: :

For infOi'r'naﬁbn '

Q P .- P '.‘;1_' bou

SemorCare ":hnp,tor to ﬁnd ,.

CONNECT1ONS | outif Senior Care
' ".Connections can

_~ assist you with a resident, please contact Marie

‘Wanamaker, at 1-800-339-3042 or outs:de NH

OtherProgramsofCMCC e

 Foster Grandparent Progam R
650 Elm Street, Suite 410 D -

Manchester, NH 03101 -
603-668—1990 S

Care Management

603-431-3042 .

Senior Care

CONNECTIONS

Crotched Mountain Community Care, Inc. '
30 Maplewood Avenue, Suite 212
Portsmouth, NH 03801

. Sl \ .
N . N 4
0 K v .



Semor Care

...................

CONNECTIONS

MEMBERSHIP AGREEMENT

1. This recognizes that the following company/complex(es) are
members (the "member") of SENIOR CARE CONNECTIONS ("scCC'),
.. a program of Crotched Mountain Community Care, Inc.:

2. Under this Membership Agreement:

' Beginning date of Membership : Last date of Membership

3. The fee arrangements are as folloWé:

4. SCC and Member understand and agree to the following:

a) This membership entitles the Member to the telephone
consultation service of Senior Care Connections.

b) The membership and fee is for the specified period in‘(2)
above (the "Membership Period") regardless of usage.

c) Unless specified differently in (3) above, SCC will notify
the Member only once of any fee due.

d) The fee specified above is due upon execution of this
agreement; any subsequent fees are due as specified above;
and fees are to be paid in advance of service delivery.

. @) SCC will provide the specified service to the Member for
the full duration of the Membership Period, provided all
fees are paid as stipulated in this agreement.

f) 1If for any reason the Member wishes to terminate
membership in SCC, or if for any reason SCC is unable to
provide the .specified service, upon request, fees paid
will be reimbursed on a prorated basis for any remaining
portion of the Membership Period; a calendar month will
be the basis for prorating.

’ 4
DATE SCC DATE

MEMBER &
S A service of Crotched Mountain Community Care, Inc.

30 MAPLEWOOD AVENUE Sum-: 212 Pomuom, Nsw HawmpsHire 03801 1- 800—339-3042 (NH) 603 431-3042
. ' Iunhﬂ-,ﬂfd mﬁmm T P L
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N8 CROTCHED MOUNTAIN 7%
| COMMUNITY CARE. i 4~ F
| onl 2a
i é%%&;%’
Dear -
ol

Thank you for calling the ElderCare Support Service.

I am enclosing the list of referrals we discussed over the phone.
The listing of these referrals does not imply a recommendation and
you should always check references and licenses. I have also
included any other relevant information you should need to know.

If you have contact with a provider whose operations do not seem
proper or ethical, please let me know so that I can document it in
my records and direct you to the correct regulating agency for
investigation, when appropriate.

If you have any questions, or require additional information,
please feel free to call me. Office hours are 8:00 AM - 4:30 PM
Monday - Friday except holidays. If I am not available, please
leave a message and I will get back to you as soon as possible.
My number is listed below.

I look forward to working with you again.

Sincerely,

Marie V Wanamaker, MSW
ElderCare Support Service Counselor ‘
Telephone: 603-431-3042 or in NH 1-800-339-3042

Complex Name:
Management Company:
Case Number:

%

30 MAPLEWOOD AVENUE .SUITE 212 PORTSMOUTH, NEW HAMPSHIRE 03801 . 603-431-3042  603-431-3044
. Foel L "_ : K‘-ﬁﬁl!}l":’ml‘ ¢ 3 " L e . -
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EDLERCARE SUPPORT SERVICE

DATE TAKEN BY

REFERRER'S/INQUIRER'S NAME

TELEPHONE

CLIENT

TITLE

MANAGEMENT COMPANY

COMPLEX NAME

PHONE

ADDRESS

REASON FOR REFERRAL/INQUIRY

ACTION TAKEN

FINAL DISPOSITION

INQUIRY/REFERRAL ECSS 2/91 MVW

b E-29



. . ‘/ ] Ve 65 767\>-]\
ELDERCARE SUPPORT SERVICES INTAKE PORM€$7 {1 qfl

Intake Information Date: " 4&13%,

= “.,5‘_/:::\,,_, ‘
Service User: Case # - fiffrw
Address: . “
Telephone: Owner Manager Service Coord.
Management Company: —
End User Information: AGE: Sex: I
Complex:’ Living alone:
Total Income: ss: VA: Other:
Medicare Y or N A_ASB Medicaid Y or N, Applied Other:
Health: Good Pair Poor i Unknown
Vision: Hearing: Continent?
Balance:

Hospitalizations:

Medications:

ADL Skills: Able to Transfer?
Go Outside without help?

Walk without help?

Able to dress?

Able to feed self?

Able to bath?

IADL Skills: Able to shop?

Light Housework?

Able to do laundry?

Plan & prepare Meals?

Able to manage Money?

Able to use public Transp.?

Memory:

Behavior/Emotion:

Judgement :

Physical Environment:

Supports: Family?

QOther?

Current Services:

PRESENTING PROBLEM:

mw 3/91

P E-30
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CASE ACTIVITY NOTES

SERVICE USER:

MANAGEMENT COMPANY:

COMPLEX:

END SERVICE USER:

Notes:
Page




CROTCHED MOUNTAIN POUNDATION

CMCC Senior Care Connections
Quality Assurance - Management Agency Questionnaire

Summary of 9 responses out of 16 mailed on 5/26/92

Outstanding S
Very Good 4
Average 3
Fair 2
Unsatisfactory 1
. # of AVERAGE
QUESTION RESPONSES  _SCORE
1. Rate the timeliness of the response to your 9 4.55
initial call.
2. Rate how well the counselor assisted you in 9 4.67
defining the problem.
3. Rate the value of the information/suggestions 9 4.22
you received.
4. Rate how well the counselor assisted you in 8 4.50
developing a plan of action. .
5. Rate the quality of communications S 4.56
and follow-up.
OVERALL AVERAGE 9 4.50

Comments:

We’ve actually had the need to use very infrequently - we are happy to know that
assistance is available if needed however.

No complaints - money well spent.

I am very pleased - I feel supported in my role as a concerned propegty manager.
Marie Wanamaker has done an outstanding job of listening & suggesting.

Marie Wanamaker has always been very prompt in returning phone calls. She’s
handled the situations in a very professional manner. '

Information requested not totally applicable to the service requested by us. We
need several sources of a product we are interested in. The information was sent
to us in a timely manner and included brochures and price lists.

Marie Wanamaker was a great help to me. The only problem encountered was info
she gave wasn’t always the same with Manchester Elderly Services.

Doc. 161




SENIOR CARE CONNECTIONS PROGRAM EVALUATION SURVEY RESULTS
September 21, 1992

Eleven surveys returned out of sixteen sent out, teptesenting a
sixty nine percent return rate. Managers were given one reminder
call to return surveys. Those managers who rated the service 4
or higher were also measured in terms of percentage.

Greatest Amount - 5, Least Amount - 1

$ of AVG. 4 or
RESPONSES SCORE MORE

Section 1 SUPPORT - OVERALL 4.1, 70%

1. Rate how much support the service gave you 11 4.4 73%
in your role as a manager/service coordinator.

2. Rate how much the service helped in 11 3.7 64%
relieving stress associated with your position.

3. Rate how much reassurance having the o1 4.1 73%
service gave you.

Section 2 KNOWLEDGE - OVERALL 3.1, 46%

1. Rate how much the service increased your 10 3.9 73%
knowledge of social service programs.

2. Rate how much the service helped 9 3.0 36%
increase your understanding of the elderly,
physically handicapped or mentally handicapped.

3. Rate how much the service helped define 9 3.7 46%
your role as a manager/or service coordinator.

4. Rate how much the service assisted you in 9 2.7 27%
working with the 504 regulations.

Section 3 SKILLS\ABILITIES - OVERALL 4.0, 70%

1. How much did the service help increase your 11 4.1 73%
problem solving skills with residents?

2. How much did the service increase 10 3.6 64%
your ability to deal with difficult behaviors,
i.e. alcohol, dementia, medication abuse?

3. How much did the service increase your 10 4.2 73%
ability to work with social service agencies?

e e e s



Section 4 PREVENTION - QVERALL 3.8, 52%
1. How much did the service help you in 10 4.1 73%

preventing a situation from worsening?

2. How much did the service help in 7 3.9 46%
preventing a situation from leading to eviction?

3. How much time do you think the service 7 3.3 36%
saved you in working with a resident?

ect

1. Would making the service available to family 9 3.4 45%
members of residents, for an additional fee,

be valuable to you? Comments: Not to us, but

possibility to families. No, not with present

population. Yes, if funding available. No.

OVERALL PROGRAM AVERAGES 9.6 3.8
MEMBERS' COMMENTS:

In all fairness we have only had occasion to use the service
twice.

Anticipated use of service for 504.

We haven't used the services much up to now, but will continue to
support it as I may need your help in the future.

Crotched Mountain- Senior Care was such a help when dealing with
some unusual circumstances- thanks for being there to help!

E-34
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MEMBERS SERVICE REQUESTS
TABLE I1I
JANUARY, 1992 - SEPTEMBER, 1992

Reason for call Percentage
of calls

Mental Health......vecveeaceccosconccscncssasss 33%
Alcohol/Med. Abuse ..........ccveeeocccosncssessll®

Developmental
Disability...cccceeeneecncecccncccscosasannancas 6%

Medical Problem .....c.coeeeeeneccaccccsscnccss 14%
Abuse/Neglect..........c0.u... cesvecsces ceesaes 11%
Alzheimer/Dementia......... cecsesees teccacscacse 0%

Economic Assistance.......cocceevceoceccss ceeens 19%
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APPENDIX F
MATERIALS DEVELOPED BY NHHFA

FOR THE AOA PROJECT



TABLE OF CONTENTS

Page
List of Advisory Committee Members F-1
Quarterly Service Coordination Report F-2
Article on Service Coordination F4

* See the Project Briefs included in this report for information on other materials developed by
NHHFA and how to order copies.



AOA ADVISORY COMMITTEE
The purpose of establishing an advisory committee under the AoA grant for Supportive Services
in Senior Housing is to develop a plan to work toward further integration of support services and
Federally assisted housing for seniors.

The advisory committee is composed of representatives of agencies involved in providing support
services or housing on a statewide basis.

Committee Members:

Jim Barry - Housing and Urban Development

Tyler Brown or Virginia Vidavar - -Home Health Care and Community Services, Inc.
Dick Chevrefils - New Hampshire Division of Elderly and Adult Services
Judy Cleveland - Retired Senior Volunteer Program

Marion Dolan - Heritage Home Health

Lee Harvey - American Association of Retired Persons

Curt Hiebert - New Hampshire Association of Housing Authorities
Michael Hill - New Hampshire Hospital Association

Claira Monier - New Hampshire Housing Finance Authority

Christopher Morgan - NH Public Transportation Bureau

Bernice Murray - Farmers Home Administration

Eleanor Robinson - New Hampshire Division of Public Health Services

David Siress - Crotched Mountain Community Care, Inc.



NEW HAMPSHIRE HOUSING FINANCE AUTHORITY

QUARTERLY SERVICE COORDINATION REPORT

Development(s):

Quarter Dates:

Service Coordinator:

Services to Individuals

Coordination of:
Homemaker/Chore
Transportation
Meals

Personal Care

‘ Financial Assist

Total unduplicated
[ count:

Services for Residential Community

Type of Activity
Social/Recreational Activities
Health Related Programs/Events

Educational Programs/Events

F Activi SC Time Spent

# of SC hours per week:

OVER



Networking/Brokering

Type of Community Agency (Check all those you worked with during this quarter.)

____Home Care/VNA ____Disabilities Services ____Mental Health Provider
__Hospital —_ Churches

—_Nursing Home —Volunteer Groups

—____Sheltered Care ____Division of Human Services

Total # of SC hours: ____ -

Marketing Activities (Check all that apply for this quarter.)

—Newsletter ____Public Speaking __Newspaper Article
—Program Calendar —Special Event (List)

— Flyers

Total # of SC hours:___

Program Administration (travel, training, recordkeeping, etc.) - Total # of SC hours:___

Successes - Brief summary of the high points of this quarter. Use additional pages if necessary.

Problems Encountered - Brief summary of problems and resolution or current status. Use
additional pages as necessary.
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